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Learning Objectives

|. Describe the characteristics that differentiate the operational,
managerial, and executive levels of an organization

2. Explain the characteristics of the three information systems
designed to support each unique level of an organization:
Operational/Transaction Processing Systems (TPS), Tactical/
Management Information Systems (MIS), and Strategic/
Executive Information Systems (EIS)

3. Understand the nature of Functional Area systems as a
system that spans organizational boundaries
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The Nature of Managerial Work

» Management

the process of directing tasks and directing resources to achieve
organizational goals

management functions: planning, organizing, directing, motivating,
controlling...

» Planning: done at different Levels

Long-term mission and vision

Strategic goals

Tactical objectives

» Most important planning activities
Scheduling

Budgeting
Resource allocation
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The Nature of Managerial Work

Scheduling:
® Receiving raw materials
» Shipping products
* Meetings
® Hiring
* Completion milestones
®\Work shifts

Budgeting:
e Corporate budget
#Divisional budget
eDepartmental budget
eQuarterly budget
e Annual budget

Resource Allocation:

® Personnel

® Equipment (for example,
computers)

® Consulting and other external
professional services

® Discretionary funds
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The Nature of Managerial Work

» Control

Managers control activities by comparing plans to results.

& Reviewing project resources and updating milestones

& Tracking receiving times of raw materials

& Tracking shipping dates

& Periodically comparing actual expenditures with budgetary figures
& leriodically examining exception reports

& Discussing project progress

& leriodically examining project progress reports

eriodicallv examinin rformance ratios (for example, revenue-
Periodically g perf tios (f ple,
per-employee, inventory turnover)



The Nature of Managerial Work

» Decision Making

Both planning and control call for decision making

» The higher the level of management:
The less routine the manager’s activities
The more open the options

The more decision-making involved
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The Nature of Managerial Work

» Managers need to make decisions, often under
uncertainty; each level of management has different
information needs.

» There is often a need for efficiency and effectiveness
» Efficiency:
doing things right: with minimum input
» Effectiveness:
doing right things, to satisfy main org. goal
» Example: Killing mosquito with sledge hammer —effective, but
not efficient



New Realities in Business

» More organizations are becoming information-based

» More network-based, rather than hierarchical
organizations

» People drawn into process teams to accomplish projects

» Companies are beginning to pay more attention to
customers and their preferences
» Instead of mass production, we have more customization

Information technology (hardware and application software)
makes customization possible on a larger scale



The Organizational Pyramid

Strategic
(Senior)
Management
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The Organizational Pyramid

» Senior (Executive) Managers:
Strategic/ Executive Information Systems (EIS)

make long-term decisions about products / services to produce [control
direction]

» Middle (Tactical) Managers:
Tactical/ Management Information Systems (MIS)
carry out programs and plans of senior managers [control resources]
budgeting, monthly scheduling, personnel plans
» Operational (Transaction Processing) Managers:
Operational/ Transaction Processing Systems (TPS)
monitor firm's daily activities [control activity]

daily scheduling, inventory handling.

10
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Levels of the Organization

Executive
Level

Managerial Level

Operational Level

11
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Basic Systems Architecture Model

i -

MJJ TR II" |

Figure 6.6 = The basic systems model can be used to describe all types of information systems.
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Three Organizational Systems

(1) Operational/ TPS

Business Transaction

System

|

Detailed
Reports

(2) Tactical/ MIS

(3) Executive/ EIS

1
+——DSS

Eventor —— Processing +——|Organization's « p,

MIS = Management Information System
DSS = Decision Support System
Bl = Business Intelligence
EIS = Executive Information System
ES = Expent System
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Who, What, Why: Organizational Level

'

Executive
Level

Managerial Level

Operational Level

Who:

What:

Foremen or Supervisor

Automate Routine and
Repetitive Activities and
Events

Improve Organizational
Efficiency
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A Framework for Operational/ TPS

» Operational/ Transaction Processing Systems (TPS)

» collect, validate, and record transactional data
e.g.,order is accepted by a warehouse (on credit)
record data about what was ordered (order entry)
adjust inventory level
produce packing slip and shipping label

generate an invoice to be sent to customer

15
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A Framework for Operational/ TPS

» Characteristics of Operational/ TPS:
repetitiveness
predictability
emphasis on past
very detailed data
accuracy of data input is very high (checking)
data come entirely from internal sources

format of data input and information output is highly
structured

Apply the above to a familiar situation

» Operational systems are often used by clerical
workers and low level management

16
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" System Description: Transaction
Processing System (TPS)

TPSs are a special class of information system designed to process business
events and transactions

Architecture Components

 Source Documents — these contain the event or transaction information to be
processed by system

« Data Entry Methods
 Manual — a person entering a source document by hand

« Semiautomated — using a capture device to enter the source document
(e.g. a barcode scanner)

* Fully Automated — no human intervention, one computer talks or feeds
another computer (e.g. automatic orders from inventory systems)

* Processing — transactions can be either:
* Online — processed individually in real-time

» Batch — grouped and processed together at a later time

17
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i System Architecture: Transaction
Processing System (TPS)

Business Event
or Transaction

b
Source Documents

shanual Data Entry

*Semi-automated
Data entry

sEully-automated
Data entry

Transaction Processing System

Process

n-

+

(LI I ‘.m
(LI I ‘.m

1

|

il

o

Transaction Processing *Counts and Summary
System Programs Reports
*Inputs to Other Infor-
Examples:

L mation Systems
*Recording sFeedback to System

*Summarizing Operator or Customer
*Sorting

*Lpdating
*Merging

1 |

Transaction Processing
System Data

18
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Transaction Processing System (TPS)

a
I,l"
Document
and Report
Entry Generation
- —
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Processing
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TPS Methods: Batch vs. Online
il Batch Processing

Transaction |
File

Master File

» Online:

Transactions input
into the system as

—3» Updated

Master File they occur.
\".V‘

On-line System

» Batch:

Transactions are
accumulated over time,
and prepared for entry
or processing as a
single unit or a batch

Network or
Computer



TPS Example: Point-of-Sale Systems

» e.g., electronic cash registers
» for a retailing business [transaction level]
» Can decrease inventory at check-out

» Data entered in various ways

e.g. bar code scanning

» Quicker check-out procedures

» Decreased clerical costs




TPS Example: Payroll System

Input

E

Time Cards Calculating Pay Paycheques and
Employee Lists Calculating Cost of Benefits Receipts
Wages and Salary Data Calculating Cost of Taxes Account Balances
and Withholdings Management
Updating Ledger and Reports

Databases
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Operational/ TPS Report Example (1)

Retail Sales By Category- 2012

o0 & -‘---“]‘,ﬂ
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Operational/ TPS

Product Product Total Total -

Code Description Dollars Sold |j
5000057931 FFEAST CHICKEN CHEESE 30Z 331.25 625.00
5000042154 FRISKIES MIXED GRILL 5.50Z 315.04 716.00
5000043764 FRIS SEN TURKEY/GIBLETS 5.50Z 274,56 624.00
5000057051 FF EM SHREDDED SALMON 30Z 264,96 384.00
7634489113 WELLNESS LG ERD ADULT 30 LBS 242.13 4,00
5000042754 FFEAST FLAKED CHIC & TUNA 30Z 234.26 442.00
1780013415 PURINA CAT CHOW 16LBS 233.82 18.00
4293441003 20LB WILD BIRD SEED - VALUE BLEND 212,15 25.00
7419860560 TOW PACIFIC STREAM CANINE 30LBS 164,97 3.00
2777300483 LIFE STAGES 2DR W/DP 38X24X27 159,98 2.00
6994960710 NV DOG INSTINCT CHICKEN 13.20Z 153.60 48.00
11190 ASTARS24.99 150.35 5.00
4755710030 YESTERDAYS NEWS LITTER 30LE 145,85 5.00
9376675025 SG DOG SUN DANCER CHICKEN 28,518 129.98 2.00
5000010216 FFEAST GRILLED CHICKEN & BEEF 30Z 127.20 240,00
5000010386 FFEAST GMT SALMON & SHRIMP 30Z 127.20 240,00

I/

S0
AL

Return

Purchase

s Activity Activit
Gross Sales: 25,834.92 (375.81) 25,459.11
Discount Line Item: (10.13) 0.00 (10.13)
Discount Entire Sale: 0.00 0.00 0.00
Discount MMG: (456.76) 4,72 (452.049)
Discount Promotion: (1,288.80) 0.00 (1,288.80)
Discount Accum. Rewards: (110.59) 0.00 (110.59)
Discount Store Coupon: 0.00 0.00 0.00
Net Sales: 23,968.64 (371.09) 23,597.55
Taxes: 1,704,37 (27.26) 1,677.11
Account Payment: 0.00 -— 0.00
Layaway Deposits: 0.00 0.00 0.00
Special Order Deposits: 0.00 0.00 0.00
Work Order Deposits: 0.00 0.00 0.00
Gift Card Deposits: 275.00 0.00 275.00
Total Receipts: 25,948.01 (398.35) 25,549.66

# Products Sold: 12,825 #Returned: 27 # Transactions: 467

Report Example (2

Focus on results by
* Product

* Department

* Sales (%)

for a specific time:
* Real time

* Hourly/ daily

* Monthly

[ FANCY FEAST 10.3%
FRISKIES CAT 6.0%
TREATS 5.2%
WELLNESS DOG 5,1%
PURINA CAT 4.5%
WELLNESS CAT 2.9°
STAIN - ODOR 2.6% ‘-!‘
DOG FOOD 2.6%
LEASHES/COLLARS 2.4
SEASONAL 2.2%
NATURA 2.2%
NATURAL BALANCE 2.0%

47.9% Other *

% SPECIAL LITTER

2.0% SCIENCE DIET CAT

ERsaes B Dot () Acoxst Pamerts
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Operational/ TPS Report Example (3

ORACLE" Business Intelligence

E N
=
|5

=

Adjustment Summary (Units) Focus on results by department for a specific month

Time run: 12/12/2012 3:40:13 AM

SOH )
) RTV Receipts
A
ﬁ‘ﬁ}é‘fme”t ~ |Units |Units
) ; Item Unit of
\B(Lé?rness a%i';ﬁss Department Item Discount Measure
Indcator Code

BY 2011 BY 2011 M1 |Beauty Care Private Label ¥ QUNCE 706 468 882 BTV Units
Shampo
Private Label I QUNCE 659 440 860 SOH
Shampoo:Apple [ }L}ﬁgﬁmﬂm
Private Label il QUNCE 327 244 456
Shampoo:Strawberry

Dry Grocery Betty Crocker M KILOGRAM 349 206 310
Mew Potatoes

Betty Crocker il QUNCE 370 216 5495
Potatoes:06 ounce BY 2011 BY 2011 M1 BY 2011 BY 2011 M3
Betty Crocker Y OUNCE 378 212 502 Business Year, Business Manth
Potatoes:06 ounce:
Special
Betty Crocker Y QUNCE 393 221 420
Potatoes:06
ounce:Bonus Bo H 1
uncedonus o e S E— ..z Dashboard reporting is focused on
Potatoes:06 . .
ounce:Reguiar daily/ monthly comparisons for a
Betty Crocker Y QOUNCE 349 219 414
Potatoes:06 1
R specific department
Betty Crocker Y QUNCE 336 219 432
Potatoes:06
ounce:Size 7.5
Brand ¥ Cereal I GRAM 385 224 406

25
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Operational/ TPS Report Example (4)

= TRAFFIC ~=~CONVERSION
60 - 14%

\ PoorPer!onnace

12%

S0

10%
‘o -

-3
30 R —

6™
20

4.
10 ! . o
i N .

1500 16:00 1700 18:00 19:00
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Who, What, Why: Managerial Level

Executive
Level

Tactical /
Managerial Level

Operational Level

Who: Mid-level Managers and
Functional Managers

What: Automate the Monitoring
and Controlling of
Operational Activities

Why: Improve Organizational
Effectiveness

27
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" Framework for Tactical/ Management
Information Systems (MIS)

» In operational systems, transaction data are captured and
stored (in a database);

» In Tactical/ Management Information Systems, transaction
data are summarized, aggregated, and analyzed for
additional insight for middle managers

generate a variety of reports:
summary reports: totals, averages, key data

total regular and overtime hours worked for each plant for the
week, by job classification {what resource will this info. help to
control?}

28
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in Framework for Tactical/ Management
Information Systems (MILS)

» Tactical MIS

Provide insight for managers into regular operations of the
organization so they can control, organize, and plan more
effectively.

Right info to the right person at the right time

Information typically provided in reports

29



" System Description: Management
Information Systems (MIS)

Tactical Information Systems or Management Information Systems (MISs) are
used by managerial employees to support recurring decision making in managing a
function or the entire business

Supported Activities

» Scheduled Reporting - the system produces automatically based on a
predetermined schedule. Some include:

* Key Indicator — High-level summaries to monitor performance (e.g.
Monthly Sales Report)

» Exception — Highlights situations where data is out of normal range (e.qg.
Monthly Late Shipments)

« Drill Down — Provides lower-level detail aggregated in a summary report
(printed only if needed)

* Ad Hoc Reporting —unscheduled reports that are usually custom built to
answer a specific question (e.g. sales data by person report to identify issues)

30
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: "System Architecture: Management
Information System (MIS)

Tactical /Management Information System

Input Process

>

H
C—

=
Transaction Processing Management Information sScheduled Reports
System Data System Programs *Ad Hoc Reports
sException Reports
Other Internal Data Examples: sFeedback to System
*Aggregation Operator

Requests for Information eSummarization

|

Management“ Information
System Data

31
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i Reporting Activity: Management by
Exception

Managers review only exceptions from expected results
that are of a certain size or type to save time.

10 percent Exception Report

Plant: 3706 Cockpit Wiring
Period: 1/1/2000-3/31/2000

ITEM BUDGET AMOUNT ACTUAL AMOUNT DEVIATION
Wages $12,236,000 $10,236,876.34 (-16.4%)
Telephone $4,700 $5,202.87 10.7%

Office Supply $2,500 $3,002.00 12.8%

32



Reporting Activity: Drill-down (EIS

-

Employee Absenteeism Summary

Company Average|

T T T
Monday Tuesday Wednesday Thursday Friday

Exit | [Nextscreen | [ orilloown |

@000 (©)

B~

N—

Figure 6.15 = Total employee absenteeism line chart.

Absenteeism Drill Down

Monday Tuesday |Wednesday| Thursday

Manufacturing 10 1 6 19

Professicnal 2 2 0 1

H I Clerical 3 1 3 2

FIrSt Leve Sales 0 0 1 2

. Support 2 a 5 1

Graphical Summary

Exit I ‘ Prior Screen I | E-Mail l

©

N—

Figure 6.16 = Drill-down numbers for employee absenteeism.

Second Level
Data Drill Down
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Tactical/ MIS Report Examples

4

Example: list of weekly sales $, by salesperson, by product
and by sales region {such information would be difficult to
produce without a computer}

Exception reports: warn managers when results from a
particular operation exceed or do not meet an
organizational standard

List of all plants that have logged more overtime hours
than expected for the week

List of all sales personnel whose sales fall in the top and
bottom 0% of the organization

34



Tactical/ MIS Report Examples

» Ad Hoc reports: "spur-of-the-moment"; unplanned

Needed by manager to solve a unique problem

E.g. a list of the total number of employees absent during the
week, arranged by plant and by job title, along with the hours

or days missed
» If an exception report has shown high overtime earnings
at some plants, then a manager might ask for a report
showing the production record of each plant for the
week; to help investigate why there was an overtime

problem.

35



Tactical/ MIS Report Example (1

Business Intelligence

@ Advanced | Help ~ | Sign Out

B& Cpen -

Signed In As ordm

Order Status Home

Business Year |BY 2012 |=d

Apply || Resetw

=
Order Status

Customer Order Backorder Retail Amdwpgt, Backorder Units Customer Order Backorder Retail Amount, Backorder Units

140,000

140,000

120.000 m Everyday Grocers, Customer 120,000 Cu
' Order Backorder Retail Amount ] E on
100,000 100.000 & Everyday Grocers, Backorder L 100,000 100,000 =1 Ba
i v a Unitz D an 000 80,000 8 Re
80,000 20000 & g\GormetFoods, Customer Order 5 8, . s O\
! ! o FBackorder Retail Amount © goooo sooon o
[ . 5 ' ' c
= . ia
0,000 0,000 c m Bormet Foods, Backorder Units g 40,000 40,000 % :
= o Banner, Customer Order A=
40,000 40,000 & | B ackorder Retail Amount S 20,000 I l 20,000
5]
20,000 20,000 No Banner, Backorder Unitz ] 0
=m Tm=m =m G=m Tm=m =m =m m=m =m
(I 0 $3< g2m< B< go< Z®< U< F®< 2= =<
EEENEENFEEE AT BEN ER §TN BN EN §TN GgR 2R
PRI RI ORI ORI RIORI R R ¥ S.N TR WER EN D W Sk gt
S $23 938 S99 §2 %z Sz gz %z 2 gz 33 =0
FOR R RY R ORI R R R R 2 3 2
ZEE=z=z=zzzz= = I BN fE TE @ s
- - = = 8 Boon B OB i~ BB

Business Year, Business Month, Banner

/ \ Customer Order Backorder Retaill Amount Backorder Units
. Business Year Business Month Banner
Dashboard reporting BY 2012 BY 2012M1 Everyday Grocers 60,744 45,087 Focus on results
. Gormet Foods N\ 51,462 38,047
over a defined period No Banner \ 62,778 <2 by month over a
. BY 2012 M2 Everyday Grocers ’ 130,674 96,238 .
for SPeC|fIC key Gormet Foods / 102,918 76,033 quarter Pe r|od
Mo Banner / 117,312 88,530
P ro d ucts BY 2012 M3 Everyday Groggee 87,498 54,308
\ GorpeiFatas. 66,312 49,577
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Customer Growth Rate

Customer Growth Trend Forecast

Tactical/ MIS Report Example (2

Customer Growth Rate

=
=l
Business Year Business Quarter Business Month Business Unit Customer Type Product Spec
- BY 2010 OQ3:BY 20 = Sep 2010;0ct 2071 - - Individual - FAX;HOMETEL;ID ~
Apply | Reset - I
e |
Customer Growth Rate Focus on results by month
Froduet e e - over a quarter period
Customer Count
140,000
120,000
100,000
80,000
Customer
M Count
0,000
40,000
20,000
o
Sep 2010 Oct 2010 Mow 2010 Dec 2010
Business Month
Business Year | BY 2010 |~
Business Product Org Business =i Customer Customer Customer Count %o Billed R Billed Rewvenus Billed Rewvenues %%
Month Spec Unit & Count Count LY Change LY e e N 1T Change LY
Sep 2010 Fax SuperTelco SAMN 4, 260 96,187 -53.99% S587,810.31 £995,654.35 -0, 96 %
East FRAMCISCO
SuperData SAM 60,835 108,217 -35. FEYs S585,895.69 | £1,217,931.28 -43.68%%
East FRAMNCISCO
HOMETEL SuperTelco SAM 50,565 74,051 -18.21% 5554, 586.83 $511,841.99 -18. 1494%0
East FRAMCISCO
SuperData SAMN 57,962 &0,055 -3.99% $598,539.05 SFF5,031.07 -9.99%%
East FRAMCISCO
jielnl SuperTelco SAM 83,991 T4, 127 12.63% |$1,018,717.00 S812,927.22 25.31%:
Eas FRAMNCISCO
SuperData SAM 44,043 89,222 -50.53% 54998, 154.96 £1,070,234.80 -53.45%
East FRAMCISCO
Oct 2010 Fax SuperTelco SAMN <45,4914% 88,984 -45.96 %0 5$454,559.45 $932,610.33 -51.26%
East FRAMCISCO
SuperData SAM 79,1149 280,567 -1.80% 5882,821.43 SSE1,433.29 0, 15%
East FRAMCISCO
HOMETEL SuperTelco SAMN 53,268 45,9442 39.23% S796,089.01 S$507,327.85 55.92%
East FRAMCISCO
SuperData SAMN 43,5645 54,189 -32.00% $520,370.01 S7365,241.84 -29.32%
East FRAMCISCO
oD SuperTelco SAM 32,2049 58,950 -53.21% £351,217.57 §750,314.21 -52.949%

Welcome to OCDM: OCDM Main = Customer Growth Rate:

Customer Growth Rate
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Who, What, Why: Executive Level

Who: Executive-level Managers

{\ '  J) Executive What: Aggregate Summaries of
Level Past Organizational Data
and Projections of the Future

Why: Improve Organizational
Managerial Level Strategy and Planning

Operational Level

38
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I "Framework for Strategic/ Executive
Information Systems (EIS)

4
4

Strategic Systems/ Executive Information Systems

Provide top managers with information that assists them
in making long-range planning decisions for the
organization

Used to set long-term organizational goals

Middle managers then need to allocate resources to meet
these organizational goals

Produced regularly, but more often on ad hoc basis

39



" Framework for Strategic/ Executive
Information Systems (EIS)

» One important characteristic of Strategic/ Executive
Information Systems is that a significant portion of the
information produced by such systems comes not from
internal, but external sources (market intelligence)

» Compare key performance information of our company
with that of the entire industry

40
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" System Description: Executive
Information Systems (EIS)

Strategic Systems, also called Executive Information Systems (EIS) or
Executive Support Systems (ESS) or, are special purpose information
systems to support executive decision-making

System Details
These systems use graphical user interfaces to display consolidated
information and can deliver both:

« Soft Data - textual news stories or non-analytical data

« Hard Data — facts, numbers, calculations, etc.

Supported Activities
The activities supported by these kinds of systems include:

» Executive Decision Making

* Long-range Strategic Planning

* Monitoring of Internal and External Events
» Crisis Management

» Staffing and Labour Relations

41
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i System Architecture: Executive
Information Systems (EIS)

Strategic / Executive Information System

Process Output

>

]

Internal Data: TPS, MIS, Executive Information eSummary Reports
and other Databases System Programs *Trend Analysis
eSimulations
External Data Summarized Graphical *Feedback to System
Delivery of Information Operator

Requests for Information

L |

Executive Information
System Data

42
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Strategic/ EIS Dashboard Reporting

Results are aggregated
for the organization
and presented ina
graphical format or
“executive dashboard”
for quick viewing and
timely decision making

KPI Dashboard

00
1224 -Fi 12127 -Mon 12728 -Tue 1220-Wed 12/30-Thu 12/31-Fn

Bl Europe Bl APAC B Japan



http://www.youtube.com/watch?v=GgagjGs2n8A&feature=related

=

Strategic/ |

YTD Sales vs Last Year

LIS Report Example (1)

Open Deals vs Last Year

Win Rato v=s Last Tear

Owner

o 48

[ Andy Grant

[ Brandon Arrmstrong

Last ¥ear

I:I Target Growth (40.009%) . Stretched Growth (1009

[] Framk Caohen [] Secrage Cohen
[J lames Bond [J 1ehn Smith A
Exceptions
Count
Leads Inactive For 30 Days 0
COpportunities Past Close Date 56
COpportunities Inactive For 30 Days 59

Top Opportunities

Account

Armount

Current Pipeline

00e70000000r | Cormmiun Europ|Comrnun Europe $£250,000.00 Ewaluating
Q0&70000000r|(SpringShield - |SpringShield $£249,480.00 Commit
N0&S000000Ly (Sendsi esign - [Senhsi esign $207,000.00 % Prospecting
QO&70000000 | Equall rated - I|Equall rated $159,000.00 & Qualification
00&670000000r(Aspied - Gener|Aspied $£150,000.00 “alue Froposition
00670000000 r|Equall rated - I|Equaill rated $£119,326.00 Megotiation/Review : : ]
00670000000 |Faratas - Gene |Foratas $110,349.07 $0K 250K $500K $750K $1,000K

Opportunity Amount

Opportunities Won

Leads Created

Closing Period

Leads

Lead Creation Period
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Strategic/ EIS Report |

Weekly Sales Product Inventory
Stock Reorder Levels
$200,000 ————& Name 1 [Stock
$150,000 | —— . - — 17 Inch )
19 inch LCD
Animal World

$100.,000

oo Barbie's Fashion

$0

Combat Hero

Key Performance Indicators
Goal This Quarter Last Quarter

Sales @ $1,500,000 $1,332,236 $1,153,237

Qty 2,800 2,814 2,297
Performance vs Quota
Annie $106,420 NN @
Eric @ $50,435 D
Robert $236,852 I 12
Sue $138,529 I ®

Top 5 Companies

Company Last Nan T Total

Big Ed's BBQ Duke $149,110

Eastern Data Heggenbart| $143,763

Software Specialisi|Marston £108,683

Ubermeyer Marston $106,133

The Big Cat Miller $192,504
Total: $700,193




"Review: Categorize Each Decision as
Strategic, Tactical, or Operational

Rejecting credit for a company with an overdue account
(Operational)

Analyzing sales by product line within each geographic region, this year to
date vs. last year to date
(Tactical)

Using a simulation model to forecast profitability of a new product, using
projected sales data, competitive industry statistics,and economic trends
(Strategic)

Comparing planned vs. actual expenses for department staff
(Tactical)

Allocating salespeople's time to the highest potential market prospects
(Tactical)
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The Organizational Pyramid - Summary

Executive Level
Strategic planning and responses to strategic issues occur here. Executive
decisions are usually unstructured and are made using consolidated internal and
external information

Managerial Level
Monitoring and controlling of operational activities and executive
information support occur here. Managerial decisions are usually
semistructured and are made using procedures and ad hoc tools

Operational Level
Day-to-day business processes and interactions with customers occur
here. Operational decisions are usually structured and are made using
established policies and procedures
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